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As All-service operating era coming, telecommunications industry is faced with 
the great change for business diversification and service integration. Faced with the 
global economic downturn, the national economic adjustment, increasing competition, 
estate management, increasing, and so grave situation, China Mobile should give full 
play to the advantage in 2G mobile communications market strengths and try to 
establish a development oriented business operations excellence network operation 
management system by drawing lessons from the experience of the international 
communication industry in order to become a competitive All-service carrier. By 
using the theoretical tools and models of strategy map, eTOM, and so on and the 
conduct of a comprehensive analysis to the both internal and external enterprise 
environment of China Mobile, We have done the strategic planning of China Mobile 
full service operation and maintains and analyzed the relevant factors related to 
operation and maintenance of four perspectives of strategy map which is financial, 
customer, internal process, intangible assets and a logical relationship among them. 
from the top-down manner. There is there main points of China Mobile operation and 
maintenance strategy which is rebuild process for low-cost efficiently enhance 
management capacity, and get maintain centralized for end to end service support 
capability; and build a first-class technical support system by integration of core 
competence such as network assets and customer resources for implementing rapid 
business providing capacity.In the use of Becker, Gibbons and Murphy's 
principal-agent contract analysis after the revised, we can arrive at a conclusion of the 
implementation of the All-service operation and maintenance strategy of China 
Mobile that overall strategies should be under the control of administering 
authority ,and it is important that promote the implementer's initiative and creativity. 
It is necessary for China Mobile to take strategic change of operation and 
maintenance around the company strategy. the organization to implement the strategy 
of the operation and maintains must be established, so that the process of continuous 
improvement to implement the strategy would be formatted. China Mobile must 
focus on the major changes of key performance indicators which have the most 
important effect on the implementation of the strategy ,such as network coverage rate, 
so that a perception of customer-oriented evaluation system would be established. 
When China mobile rebuild its process of operation and maintenance, analysis of 
operation and maintenance must be done to find out the primary key factor of its in 
accordance with the strategy map of major strategic direction, so that China mobile 















All-service operation and maintenance strategy of China Mobile to increase 
centralization of maintenance system and organizational dynamics. At last, China 
mobile should establish a national integrated range of operation and maintenance of 
support systems,and foster the platforms of integration of the linkage of operational 
capacity. 
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